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Sumit Sawhney
King Khaled St.
Al Khobar,

Saudi Arabia

Phone # +966543957281
sumitsawhney@hotmail.com

Objective:
Seeking senior/middle management position in the Learning and Development function of a multi-national organization in the customer service industry, to provide the relevant experience that I possess in the areas of managing and delivering Functional and Developmental training.

Summary: 
MBA and 6 Sigma certified with over seven and a half years of experience with Training organizations, Retail and International Call Centers; certified trainer from GE Capital, Evolv Services, and NIS Sparta. Have trained and managed teams in the following areas;
· Customer service Management.
· Communication and cultural Training
· Pre process, process and OJT for Customer services, Sales and Collections
· Management Development Programs
· Content Development
.

Experience:

 Learning & Development Manager / Landmark Group, Al Khobar, Saudi Arabia
May 2008 – Present 
Landmark Group is one of the leading retail organizations with presence in the UAE, GCC, China, and India.

· Setting up the training department, which is identifying trainers from within the organization and recruiting them from external sources

· Managing Induction training, Product training and Recruitment for 3 businesses; Babyshop, Shoemart and Citymax.
· Training need identification.
· Developed a career path for the staff  based on their tenure and standardized the training manual and the training process for all retail staff  including managers
· Trained and certified trainers on Training delivery, soft skills, coaching and feedback
· Developed metrics and reporting to benchmark training effectiveness.
· Development of training modules and preparing training calendar and trainer schedule.

· Conducting audits to check training quality and ensuring all documents like evaluation scores and trainer feedback forms are maintained.
2007 – 2008
Training & Quality Manager/ Amazon.com / Sutherland Global Services, Chennai, India

Sutherland is an international call centre with presence in Philippines, Canada, USA and India. They service customers from Dell, Bell Canada, Semantic, Amazon etc. Processes include Inbound and Outbound Collection, Customer services, Chat and E mail 
· Managing Induction and process training for Amazon.com, Amazon.uk and Amazon.ca with over 500 employees
· Created independent quality team with detailed call/Email monitoring guidelines reinforced through calibration sessions to ensure uniform understanding of  international quality standards

· Responsible for VOC and EDR (Experience dissatisfaction rate) scores for three processes
· Managing the entire process of monitoring the operations floor, gauging agents, monitoring and coaching them to improve quality standards
· Conducting TNI, preparing training calendar, training schedule, conducting quality checks and ensuring all training documents are maintained.

· Planned re-enforcement training, refresher sessions and special coaching sessions for bottom 40% performers

· Planned and implemented a call and email calibration session with process trainers, quality analysts, this helped in effective feedback and better communication across the floor.

· Worked with the Human resources to recruit right quality of associates.

· Conducted Train the Trainer workshop and trained and certified trainers for various processes 
2004 – 2007
 Consultant – Training / Zenta Group, Mumbai & Chennai, India 

Zenta is an International Call centre now acquired by H-Cube, has processes from American Express, JP Morgan Chase, Capital one and NCO Financial services, these processes include Voice (Inbound and Outbound) Collection, Customer service and Fraud prevention

· Responsible for training and quality for American express Corporate collections and Account security

· Worked with JP Morgan collections and sales, training associates, monitoring calls and providing feedback
· Was a part of recruitment, induction training and process training for American Express, JP Morgan Chase, Capital One and NCO Financial services
· Participated in Six Sigma process and completed green belt certification for JP Morgan Chase sales process
· Responsible for content development, training and certifying trainers for different processes
· Responsible for vendor management and conducting audits to ensure training quality
2003 – 2004
Leader – Communication & Soft skills / Evolv Services, Noida & Mumbai, India

A leading training organization, provides training to entry level, middle and senior level executives at all major call centers, retail, banks and Airlines

·  Responsible for conducting  new hire training at Call centers, banks and airlines

· Conducted audits to ensure quality and provided feedback

· Conducted refresher sessions on the floor and provided coaching to bottom 40% performers

· Business development       
2001 – 2003
Sr. Executive / GE Capital (Now Genpact) Gurgaon, India
· Processed new account applications.
· Handled inbound and outbound calls for Global consumer finance and GE Financial assurance.
· Extensively involved in training of new hire about product, process and effective call handling procedures

· Monitored live calls and provided feedback to agents..
· Promoted to a Sr, Executive from a Process Associate

· Conducted tele- phonic interviews
· Responsible for quality assurance.


Education

      Bachelor of Commerce/ Delhi University (1996 – 1999)
MBA (PGDBM) International Business and Human Resources/ New Delhi Institute of Management (1999-2001)
Other Certifications        Certified Trainer/ GE Capital International Services (Genpact), 2003

                                          Certified trainer – Facilitation skills/NIS Sparta (2004)

                                          Train the trainer certification/ Zenta Group (2005)

                                          Six Sigma certified/ Zenta Group (2005)

